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President William E. 
Flaherty and Ira 
Koger, Chairman and 
CEO of Koger 
Properties, Inc., at the 
groundbreaking 
ceremony for Freedom 
Commerce Centre. 
Editor's note: Our 
plan to consolidate 
BCBSF's Jacksonville 
operations into two 
locations is an in­
terim step to long­
term facility needs. 
Profile interviewed 
President William E. 
Flaherty, who offers 
this candid perspec­
tive on the upcoming 
relocation and ex­
plains why it is a 
Sensible Solution 
P 
rofile: Employees understandably have questions about the move and what it means. 
Can you share with us the thinking behind the decision to relocate Private Business to Free­
dom Commerce Centre and Medicare to the Riverside complex? 
Flaherty: Obviously, when any company decides to relocate any of its employees, the transition gives 
rise to questions, concerns and uncertainties. In our case, particularly, there are plenty of questions. Not 
only are we moving employees from one site to another, we also are taking advantage of this period of 
transition to introduce a number of new concepts that may not be readily accepted or even understood by 
many folks. I'm referring to concepts like "market segment team," "open landscaping," and "adhocracy." 
Helping people understand what these concepts mean is absolutely necessary, just as it is absolutely 
necessary that we all accept the fact that we have experienced tremendous growth in our staff size since 
the early 1980s. 
. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  




Local Market Segment Team Scheduled move date: November 21 
Second floor: 
Local Market Segment Team Scheduled move date: November 21 
Third floor: 
Direct Market Segment Team scheduled move date: December 28 
Actuarial and Undeiwriting 
Product Development 
Cashiers proposed move date: January-February 1991 
Fourth floor: 
Direct Market Segment Team scheduled move date: December 28 
Lee's Famous Recipe Country Chicken 
9974 Old Baymeadows Road 
641-0500 
Little Caesar's Pizza 
5230 Baymeadows Road 
739-1066 
McDonald's 
5201 Baymeadows Road 
739-1119 
Mediterrania Restaurant 
3877 Baymeadows Road 
731-2898 
Pagoda Chinese Restaurant 
8617 Baymeadows Road 
731-0880 
Pizza Hut 
8490 Baymeadows Road 
731-8125 
Time Out Sports Grille 
8650 Baymeadows Road 
737-1167 
Tory's Cafe 
9842 Baymeadows Road 
641-4890 
Venny's Italian Restaurant 
9862 Old Baymeadows Road 
642-1161 
Vito's Pizza & Italian Restaurant 
3825 Baymeadows Road 
737-9236 
Yoshi Japanese Restaurant 
9866-8 Baymeadows Road 
642-3978 
CHILD CARE CENTERS 
ALC Learning Center 
Near Southpoint & Baymeadows 
3271 Tiger Hole Road 
733-3070 




Chappell Child Development Center 
8400 Baycenter Road 
739-1279 
Kinder Care Learning Center 
8401 Baymeadows Way 
730-9181 
HEALTH CARE FACILITIES 
Baymeadows Recreational Communi 
-Racquet Club 
7915 E. Baymeadows Circle 
739-1013 or 731-0707 
Bigtree Racquet and Fitness Club 
10415 San Jose Blvd., Mandarin 
268-2131 
Jewish Community Alliance 
8505 San Jose Blvd. 
730-2100 
Power Source Gym, Inc. 
10503 San Jose Blvd., Mandarin 
262-1090 
Racquetpower Health & Fitness Clul 
of Mandarin 
3390 Kori Road 
268-8888 
YMCA - Jessie Ball du Pont Branch 
7373 S. Old Kings Road 
731-2006 
The above listing of shops and servicej 
in the Baymeadows area does not imp/: 
endorsement of any of these establish­
menlS. lt is provided/or your informat, 
only. 
Quincy's Family Steak House 
9220 Baymeadows Road 
731-2044 .Jackson Building 
Red Lobster 
8720 Baymeadows Road 
731-3600 
Rib Shack 
3861 Baymeadows Road 
Comer of Baymeadows and San Jose 
731-4444 
Sports Tele-Pizza 
Delivery Pizza Wings Beer & Wine 
8612 Baymeadows Road 
636-9000 






HRD (select group) 
PROFILE 
. 
.. . . . . . . . .. . . . . . . . . . . . . . . . . . . . . . . . 
�a 
1enities 
Federal Savings Bank 
1eadows Road 
National Bank of Florida 
Saymeadows Road 
ral of Jacksonville 
1eadows Road 
�ational Bank of Boston 
1eadows Way 
t Savings Bank FSB 
�adquarters 
1eadows Road 
n National Bank of Florida 
teadows Road 
First Performance Bank 
8730 Baymeadows Road 
733-8811 
NCNB National Bank 
9225 Baymeadows Road 
731-4600 
Southeast Bank NA 
8307 Southside Blvd. 
642-0131 
Sun Bank/North Florida NA 




9171 Baymeadows Road 
448-6787 
Baywood Cafe 
9428 Baymeadows Road 
636-0642 
Bennigan's 
8532 Baymeadows Road 
731-3075 
Boardwalk Cafe 
8667 Baypine Road 
448-6455 
Bombay Bicycle Club 
8909 Baymeadows Road 
737-9555 
Who's Going Where When Subject to change 
Collier 
First floor: 
Employee Health Center 
Security 
Telecommunications (select group) 
Employee Relations (select group) 
Mail Operations 
Compensation and Benefits (select group) 
proposed move date: October 12 
Cafeteria 
proposed operational date mid-November 
Second and third floors: 
National Corporate Market Segment Team 
scheduled move date: October 12 
Fourth floor: 
Executive Staff 
proposed move date to be determined 
Finance 
target move date: April 1991 
:ation Special Issue 
Cedar River Seafood and Oyster Bar 
8634 Baymeadows Road 
730-2077 
Mikado Japanese Steak House 
8535 Baymeadows Road 
730-3025 
Deerwood Dell & Restaurant 
9934 Old Baymeadows Road 
941-4877 
Domino's Pizza 
9802 Baymeadows Road 
642-5190 
El Pollo Loco 
8355 Baymeadows Road 
733-6766 
Fin's Seafood Eatery 
5210 Baymeadows Road 
733-4546 
Magic Wok Chinese Restaurant 
8725 S. Old Kings Road 
At Baymeadows Rd. Just W. of US 1 
In Briarwood Shopping Center 
733-7533 
Legal Tender 
9911 Baymeadows Road 
642-1335 
Margo's Restaurant 
3931 Baymeadows Road 
737-3694 
Glory Days Sports Pub 
8535 Baymeadows Road 
730-3297 
Gubbio's Italian Restaurant 
5111 Baymeadows Road 
731-9900 
Hardee's Restaurant 
9210 Baymeadows Road 
737-3252 
Hunan Chinese Restaurant 
2045 Bayview Road 
387-2445 
J.R.'s Deli Inc. 
9551 Baymeadows Road 
737-0732 
Jonathan's Market Grille 
9551 Baymeadows Road 
730-2804 
Kentucky Fried Ch_icken 
8761 Baymeadows Road 
737-9724 
Kobe Japanese Restaurant 
Shoppes of Baymeadows 
5250 Baymeadows Road 
731-2668 
The Krystal Company 
8190 W. Baymeadows Way 
731-2988 
Larry's Giant Subs 
8616 Baymeadows Road 
739-2498 
That growth is what required us 
to look at several options for provid­
ing facilities for the future -- both 
near term and long term. In provid­
ing facilities, we have to balance 
long-term obligations against the 
ability to predict the future -- both in 
terms of how many customers we're 
going to have and the types of 
products we will need. Both of those 
will influence the number of employ­
ees and the types of facilities we 
need. 
While planning for the ideal 
facility, we discovered that imple­
menting a strategic plan creating a 
new office complex would take five 
to seven years. We decided, there­
fore, that we had to have an interim 
plan covering the next three to five 
years or so, during which time 
progress towards implementing a 
strategic plan could be made. 
Profile: So the discussion about 
relocation actually goes back to the 
early '80s? 
Flaherty: Well, that's when we 
began to rapidly expand our HMO 
and PPO programs and other efforts 
that we now call II managed care. 11 We 
added staff to handle the develop­
ment of those major initiatives with­
out being able to pinpoint longer­
term staffing needs, as we did not 
know then what the ongoing opera­
tions would require, nor did we know 
which products or what kind of sales 
volumes we would have. 
At that time, we realized we 
would need more space than this 
building provides. We explored the 
notion of a campus-like setting for 
our business -- one location for the 
whole company -- which would 
involve moving out of the Riverside 
complex completely. 
It was at that juncture that we 
began to look at the amount of time 
it would take us to build what we 
need. We began to consider a 
number of choices, but we were 
restricted by the uncertainty of our 
long-term staffing needs. We later 
became aware that if we chose to 
relocate everyone into a single office 
complex, the regulatory approvals 
might require five to seven years for 
the building to be completed. There­
fore, we made a conscious decision 
through the 1980s to use only short­
term leases to accommodate our 
facility needs. 
Another factor with a significant 
impact is that we experienced a 
larger growth than expected in the 
number of Medicare claims and 
therefore in the staffing of that area 
Finally, the uncertainty sur­
rounding Medicare funding due to 
the federal budget deficit -- and the 
government practice of relying on 
one- to two- year contracts -­
discouraged major long-term 
investments. 
Profile: And now we've reached 
maximum capacity? 
Flaherty: Yes, absolutely. We need 
more space -- both for Private Busi­
ness and Government Programs. We 
have been exceeding the capacity of 
this building for a number of years 
and have been leasing several other 
buildings on a short-term basis. 
The catalyst for the need for a 
larger facility is that those separate 
facilities interfere with the communi­
cations and coordination that a 
highly effective organization needs. 
However, the economy in general, 
real estate in particular and even our 
own industry -- both Government 
Programs and private insurance -- is 
. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 
The catalyst for the 
need for a larger 
facility is that those 
separate facilities 
interfere with the 
communications and 
coordination a highly 
effective organization 
needs. However, the 
economy in general, 
real estate in particular 
and even our own 
industry -- both Gov­
ernment Programs and 
private insurance -- is 
fairly unpredictable: 
it's still not a good time 
to build a large, custom 
facility to provide for 
tomorrow's growth. 
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: Market Segment Team : 
alignment has a direct 
bearing on organiza­
tional effectiveness. 
The basic idea of mar­
ket segment teams -­
which also had its roots 
in the early 1980s -- is 
that key employees 
from various functional 
areas who deal with 
particular major mar­
kets are involved in 
business decisions 
related to that market 
segment. 
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fairly unpredictable: it's still not a 
good time to build a large, custom 
facility necessary to provide for 
tomorrow's growth. 
We came up with a good interim 
solution through our negotiations 
with Koger Properties for Freedom 
Commerce Centre. If we wish to, we 
can add space at that location, which 
would serve us for the next four to 
five years. With Freedom Com­
merce Centre, we have one basic lo­
cation for Private Business that will 
increase effectiveness and efficiency 
and yet still give us the flexibility of 
a short-term lease and a good price. 
Government Programs, too, will 
benefit -- by being in a single loca­
tion. 
We expect to have a long-range 
facilities plan some time next year to 
address our anticipated needs beyond 
four or five years. 
Profile: What were some of the 
other factors considered? 
Flaherty: There were many. Feed­
back from all levels of the organiza­
tion was taken into account as 
employees expressed their thoughts 
on ways we could strengthen the 
company. A consistent theme was or­
ganizational effectiveness and how 
we could position the company to 
meet the challenges of an increas­
ingly competitive marketplace. 
Market Segment Team align­
ment has a direct bearing on organ­
izational effectiveness. The basic 
idea of market segment teams -­
which also had its roots in the early 
1980s -- is that key employees from 
various functional areas who deal 
with particular major markets are in­
volved in business decisions related 
that concept has been proven, espe­
cially in the area of enhancing coordi­
nation. 
The move to Freedom Commerce 
Centre will enable us to take the next 
logical step -- bringing the people in­
volved in the day-to-day operations 
of each market segment closer 
together. 
Profile: Can you elaborate? What 
does this mean for the average 
employee? 
Flaherty: I think it provides an 
opportunity for greater coordination 
at all levels, for decision making and 
problem solving to be managed at the 
lowest appropriate levels and for 
vastly improved communications 
across organizational and departmen­
tal lines. For the first time, we will 
have people from different functional 
areas in close proximity -- often on 
the same floor -- involved in support­
ing a particular market segment 
Profile: Speaking of close proximity 
-- what about open landscaping in 
the new facility, which you men­
tioned earlier. We've heard conflict­
ing reports of what that means and 
whether or not that's what we will 
have in place at Freedom Commerce 
Centre. 
Flaherty: What we will have in place 
is actually a little different from true 
open landscaping, which literally 
means there are no walls, no parti­
tions or visual barriers to block 
openness and interaction. 
What we will have is what 
managers have told us they want -­
for a variety of reasons. We would 
like to have low partitions, but many 
employees use shelf space for 
to that market segment. The value of manuals and reference materials, so 
Shuttle Service 
Contrary to popular opinion, there 
will be no before or after work 
shuttle bus service between Freedom 
Commerce Centre and Riverside 
A venue -- and all-day parking will 
not be available at Riverside A venue 
for employees who work at FCC. 
This is to clarify any misunderstand­
ings employees may have about daily 
shuttle service. 
An FCC shuttle is planned, 
though, to serve the needs of those 
employees who work at one site but 
occasionally have to travel to the 
other site during the day for meetings 
and conferences. Current plans call 
for a leased, contractor-operated van 
service that will run each way on 
approximately an hourly basis 
throughout normal business hours. 
The exact operating schedule will be 
adjusted as needs become clear. 
Enj! j� 
But soon the walls were going up ... 
Smoking 
Current company policy allows 
employees who smoke to do so only 
in designated areas. At the Riverside 
complex, there are several designated 
smoking area: 
The restricted smoking policy 
holds true for FCC, where there will 
be a covered area set up at the 
outside rear of each building for 
those who choose to smoke. 
For the health and productivity 
of all employees, no smoking will be 
allowed inside any of the buildings. 
Telephones 
The telephone system installei 
FCC is an AT&T System 85 I 
is a state-of-the-art system, co 
ible both with the System 75s 
place at all of the larger field , 
and with the System 85 that w 
installed for Medicare B. 
Some of the new telephor 
system's features are: 
• Integrated Automatic Call 
Distribution (ACD). This elir 
the need for Customer Service; 
partments to have both a regu 
phone and a customer service 
telephone. 
• Distinctive ringing. This ki1 
ringing allows you to distingu 
between internal and external 
• Send all calls. Like "call for 
send all calls provides additio 
phone numbers to "search" fo: 
line is busy or no one answers 
In addition to these featrn 
System offers call pickup, Im 
number redial and automati 
back. 
Look for more details 
the relocation to Free 
Commerce Centre in 
next issue of PROFIT 




tails . . .  
Corporate Library 
plans call for the Corporate 
:o be relocated to Freedom 
ce Centre. Although the site 
,et been finally determined, 
· Bill Condon says the library 
11 be from 8 a.m. to 5 p.m. 
Day Care 
� parents who will be 
at Freedom Commerce 
l partial listing of day care 
in the Baymeadows area is 
! from Compensation and 
parents working at the 
e A venue home office com­
n the satellite offices, a com­
.de to child care in the 
,ille area is available from 
e Licensing (call 723-2064) 
Care Central (call 630-
·eview the material about the 
md the services they provide, 
stop by the Employee Health 
:aka the Corporate Dispen-
location Special Issue 
sary) on 3C at the Riverside com­
plex during business hours. 
Employee Health Center 
In addition to the dispensary at the 
Riverside complex, there will be a 
dispensary at Freedom Commerce 
Centre. It will be located on the first 
floor of the Collier Building. Regular 
scheduled hours of operation for the 
FCC dispensary are 9 a.m.-noon 
Monday through Friday. 
Parking -- Home Office 
As employees move to Freedom 
Commerce Centre, there will be 
some relief to the current overflow 
conditions in Lot 3. The move will 
also make spaces available in the 
Riverside Avenue home office 
reserved lots, including the garage. 
Corporate policy will be fol­
lowed on assigning these spaces to 
employees according to their benefits 
In the beginning there was mud .. .  
eligibility date. Employees returning 
to the home office will be placed on 
the waiting list as they return, with 
long-term employees moving to the 
top of the list 
Employees who are not among 
the first to return to the Riverside 
complex. need not worry that there 
won't be enough parking for them. 
The relocations will take place over a 
period of months; each move will 
open up parking spaces. 
It is quite possible that even 
long-term employees will need to 
park in Lot 3 immediately upon their 
return to the home office, however. 
the Safety and Security department 
will coordinate and assign reserved 
parking as quickly as possible. Do 
not contact Safety and Security 
personally. HRIC will provide S&S 
with lists of employees' names and 
benefits eligibility dates as the moves 
occur; employees will be contacted 
when a parking space has been 
assigned to them. 
Parking -- FCC 
There presently are about 1 ,500 
spaces at Freedom Commerce 
Centre. As employees relocate, the 
number of spaces required will be 
carefully monitored to determine if 
there are additional parking spaces 
needed. If additional spaces are 
needed, they will be made available. 
Parking there will be open, with 
no assigned spaces, except for the 
special areas close to each entrance 
which will be reserved for handi­
capped individuals and visitors. 
All employee parking at FCC is 
on a first-come, first-serve basis. It is 
free. 
Carpooling is encouraged. 
we do need partitions that are high 
enough to hold the necessary refer­
ence materials. Also, our computer 
systems were not developed with the 
idea of open landscaping in mind. 
We may need to make changes so all 
the reference materials are on the 
computer itself, but that will take 
time. 
So we're actually beginning 
with a modified version of true open 
landscaping, and over time will move 
closer to the ideal, which, again, is 
simply designed to strengthen com­
munication and interaction. If you 
were to state it in aesthetic terms, 
you could think of it as form follow­
ing function -- to achieve open com­
munication with no barriers, we need 
the environment in place that allows 
and encourages that to happen. 
Profile: What are some other 
companies doing to encourage this 
kind of openness? 
Flaherty: Hewlett Packard, 
McDonald's and Milliken and 
Company are just a few of the com­
panies working with this concept 
right now. We benchmarked with 
them and did other research. We are 
continuing to give thoughtful consid­
eration to many new concepts for in­
terior landscape planning -- the way 
the work stations will look, the colors 
that we'll use throughout the facility, 
and the different types of furniture 
and textures and fabrics for each 
floor. 
The working areas that are being 
created have been carefully designed 
to improve operating results. In addi­
tion, they will be pleasant, comfort­
able and conducive to building 
excellent working relationships. I 
think employees will be very happy 
with their work spaces. And that's not 
just applicable to Freedom Com­
merce Centre; the work spaces at 
Riverside will also be renovated. You 
have to remember, though, that these 
changes will be taking place over a 
period of months as different 
departments shift from one site to 
another. It's not going to happen 
overnight 
Profile: What are some of the other 
changes we 'll see? 
Flaherty: With market segment 
teams closely aligned to our cus­
tomer base, the employees making 
day-to-day decisions about a market 
segment will have better access to 
one another. For example, we know 
that information flows or moves 
more easily and effectively across 
departmental lines in an open office 
environment. We also realize that 
problem solving, new ideas and 
teamwork are enhanced when every­
one has an opportunity to interact on 
an hour-by-hour basis with others 
who offer valuable perspectives. 
This brings us to the notion of 
"adhocracy," which, again, is not a 
readily understood concept. It is 
another ideal we are moving towards 
as a company -- one that allows us to 
be highly adaptable and flexible. We 
believe a tremendous competitive ad­
vantage can be created for any or­
ganization that is able to quickly 
adapt to market needs, that can 
respond to change through creative 
problem solving, that can make deci­
sions in a timely fashion and that can 
rapidly implement those decisions. 
So adhocracy as a concept 
replaces formal structure -- instead of 
a hierarchical approach to doing 
business, we are moving toward a 
. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  
What we will have in 
place is actually a 
little different from 
true open landscap­
ing, which literally 
means there are no 
walls, no partitions or 
visual barriers to 
block openne� and 
interaction. We're 
beginning with a 
modified version of 
open landscaping 
and, over time, will 
move closer to the 
ideal. 
PROFILE 5 
. . · · • · · · · · · · · · · · · · · · · · · · · · · · · · · · · · · · · · · · • · · broader, more participative approach. 
This brings us to the 
notion of adhocracy, 
which, again, is not a 
readily understood 
concept. It is another 
ideal we are moving 
towards as a company -­
one that allows us to be 
highly flexible and 
adaptable. We believe a 
tremendous competitive 
advantage can be created 
for any organization that 
is able to quickly adapt 
to market needs, that 
can respond to change 
through creative prob­
lem solving, that can 
make decisions in a 
timely fashion and that 
can rapidly implement 
those decisions. 
6 Relocation Special Issue 
A team approach, in other words -­
where the team, too, is very flexible, 
forming and reforming with different 
members as needed to address the 
particular issues that arise. 
This kind of cultural change can 
be very threatening to some folks; 
just as any change can be. 
However, I can't stress it enough: 
change is constant. This is going to 
be a never-ending process of change 
for our people, and they are going to 
become increasingly involved in the 
business of managing that change for 
the continued success of the com­
pany. But we have a talented and 
dedicated staff on board; I have 
every confidence that we will do 
what it takes to succeed. 
Profile: So you feel confulent our 
future looks pretty bright? 
Flaherty: Well, it is important to 
remember that our competitors can 
also boast of talented, dedicated em­
ployees in pursuit of common goals. 
However, we really do think that 
these changes we've talked about will 
enable us to move a step ahead of the 
competition in product and service 
and thus foster the creation of a more 
successful, growing organization for 
each of us. 
Profile: One final question. You 
mentioned that these relocations are 
a relatively short-term solution to 
space and growth considerations. ls 
there any chance we will be moving 
out of Jacksonville? To Orlando, 
perhaps? 
Flaherty: There are no plans to 
relocate the corporate headquarters to 
Orlando or any other place. The cost 
of doing so would be enormous for 
many reasons. That kind of decision 
could also mean a loss of trained, 
highly qualified staff, and it just isn't 
feasible to consider. 
What we are considering is the 
general notion of centralization 
versus decentralization or, from time 
to time, establishing processing loca­
tions around the state in areas that 
offer an available supply of highly 
qualified employees and good wage 
rates and facilities, taxes and rent 
While the actual size needs to be 
determined by analysis in the 
operating units themselves, I would 
guess that such a processing site 
would employ anywhere from 150 to 
350 employees. We would do this if 
it helped us gain an advantage over 
our competitors. 
As Jacksonville attracts more 
firms, the number of available em­
ployees will lessen and the job 
market may tighten, which would 
drive up operating costs. So we have 
an obligation to look at the entire 
state, not just Jacksonville, for ways 
to lower costs. Other Blue Cross and 
Blue Shield plans have established 
processing centers like this and 
they've proven to be successful. We 
intend to stay as flexible as we can 
when we consider ways to achieve 
our business objectives. That just 
makes good sense.■ 
Any Way 
You Like It 
61"tie Freedom Commerce 
/ Centre cafeteria will be open, 
airy and inviting," says Haddon 
Reines, ARA District Manager for 
the Southeast. "And the menu will 
be especially appetizing." 
Reines promises an enticing 
array of edibles designed to please 
even the most persnickety palates. 
In addition to the traditional hot 
food line, grill, sandwich area, self­
service soup and salad bar, Reines 
says ARA has many new features 
planned, including: 
• An international food station with 
a variety of specials daily. 
• Gretel's Bake Station, featuring 
fresh-baked goods that employees 
can enjoy on the premises or order 
to take home. 
• Allegro Pasta Station, with fresh 
pasta and various sauces daily. 
• Leghorns, offering chicken 
prepared the way you like it -- baked, 
barbecued, fried or rotisseried. 
• Itza Pizza, with fresh-made dough 
daily. 
The new cafeteria will be 
located on the first floor of the 
Collier Building. It will occupy 
18,000 square feet of space, includ­
ing the kitchen, serving area and 
seating area for 500 people. 
Vending Areas Galore 
There will also be two full-line 
vending areas, one in Collier and one 
in the Suwanee- building, as well as 
vending areas with hot and cold 
beverages and snacks in the oases 
(breakrooms) on each floor in those 
buildings. 
Pleasing The Client 
Reines is particularly excited 
about the new facilities and the role 
ARA played in its design. "ARA 
Services has an interactive design 
department (in fact, it's the world's 
largest design company) that works 
to make sure the client gets exactly 
The cafeteria will seat 500 people and will be located on tM first floor of th£ Collier Building. 
the kind of environment they want,' 
says Reines. 
"In this case, we have worked 
with the design team at Blue Cross 
and Blue Shield of Florida and we'r 
convinced this dining facility will 1: 
the finest in the Southeast. We thin: 
everyone will be very impressed wi 
what we've put together for the 
employees." 
Riverside Renovation 
So what about those employee: 
who'll be eating their meals at the 
Riverside complex? 
"Not to fear," says Reines. "Th 
menu for the downtown site will b<: 
upgraded to reflect our new selec­
tions -- as much as the physical sp, 
permits. This means there can't be 
on-site pizzeria, for example, but v 
will be offering other new entrees. 
"In addition, a renovation is 
already in progress downtown -­
employees there will see fresh pair 
fresh tile and fresh wallcoverings 






r mployees moving to Freedom 
Commerce Centre will find that 
physical security measures being 
med for their protection are 
siderably different from what has 
n routine for many years at the 
erside complex. 
Greater Emphasis On 
Personal Safety 
"Times are changing," says 
tries A. Hammaker, Jr., Corporate 
ector of Security and Asset 
tection. "We cannot just assume 
. nothing bad will happen to us, 
put off taking precautions until it 
)O late. 
"In view of incidents and events 
urring in the Baymeadows area, 
are convinced that we need to put 
;e measures in place now to 
tect employees and their property 
vell as corporate assets." 
The most obvious change 
med for the complex is the 
;ter control of access -- the 
1ber of entrances employees can 
will be limited and an identifica-
1 badge/card reader will be placed 
ach entrance. The exact type of 
�ss control equipment to be used 
ill being determined. 
Badges Are Mandatory 
Once inside, employees must 
If their badges. "Some of our em­
rees have slipped into the habit of 
ying their badge in their wallet or 
ketbook, but this practice defeats 
purpose of wearing badges, 
ch is to maintain the safety and 
irity of all employees. Visible 
Relocation Special Issue 
display of the badge at all times will 
be required," says Hammaker. 
The new identification badge or 
card will be almost identical to the 
one you now wear except that it will 
contain a magnetic strip on the back 
that activates the access control 
reader. Your photograph and name 
will be on the front of the card. 
Visitors And Handicapped 
Handicapped personnel and all 
visitors must enter either building by 
the front entrance only. The parking 
spaces reserved for visitors or 
handicapped employees are located 
in the front of each building. 
Other Security Devices 
Individuals who enter restricted 
access areas such as telecommunica­
tions, the remote copy center, the 
loading dock bay, and the freight 
elevator will have a personal identifi­
cation number (PIN). They'll have to 
use their secret code to enter those 
restricted areas. 
"We also plan to keep a close eye 
on employees' vehicles through 
the extensive use of closed circuit 
television (CCTV)," says Hammaker. 
"We will monitor that area 24 hours 
a day from a security control center 
within the Collier Building." "All entrances to the building 
will be viewable by CCTV as 
well," says Hammaker, "so we will 
be capable of monitoring all activity 
around the two buildings." 
There will be alarms on all 
exterior doors, as well. 
Parking Security 
Because some of the farthest 
parking lanes border on a natural 
area, additional lighting is being 
planned for those areas. In addition, 
emergency telephones will be 
installed in selected areas so that 
employees requiring immediate 
assistance can call for help without 
returning to the building. 
Commitment To Employees 
The measures described will not 
be installed prior to moving into the 
Collier Building because of the long 
lead time requilfed for acquisition of 
the equipment, but employees will be 
provided security in the interim by a 
dedicated security force being hired 
for the FCC complex. 
In addition, security for the 
Riverside complex will be enhanced, 
says Hammaker. "We want to ensure 





B y  Mike Cascone, executive vice 
president of Private Business 
Operations and Finance 
/ want to take this opportunity to recognize and thank the many 
employees who have been working 
hard on every detail on our relocation 
plans to ensure that the transitions we 
make will be as smooth as possible, 
and that both our short-term goals 
and long-term goals will be met. 
One of those goals, of course, is 
to provide consistently high levels of 
service to all our customers. As we 
make the adjustments involved with 
any relocation, we must all be aware 
of this. We cannot achieve our over­
arching goal of cost leadership if we 
are short-sighted -- we must keep 
our customers in mind. 
Our business decisions are 
driven by our need to continually 
improve customer service. We are 
confident that the physical changes 
we will make will allow us to work 
together more efficiently, to perform 
more productively and to achieve our 
goals more readily. 
Consolidating our Jacksonville 
operations into two locations, Free­
dom Commerce Centre and the 
Riverside complex, is one step in a 
long-term process of improving our 
efficiency. 
The relocation positions us for 
tremendous opportunities to achieve 
our business goals. 
That, of course, is of significant 
benefit to you as employees. I 
understand the sense of anticipation 
you feel about the moves; they are 
exciting, but, at the same time, it can 
be somewhat unnerving to disrupt 
your routine to move to a new work 
space. But I am confident that you 
will quickly adjust to the changes -­
in routine, in travel, in environment, 
and in the organization itself -- and 
feel quite comfortable in your new 
work space. 
The fact is that all of us will be 
affected in one way or another, so we 
have to maintain a good perspective 
and see the changes as a sign of 
progress and growth. That's what I 
mean about thinking long-term; we 
must remember that short-term ad­
justments, while challenging in many 
cases, are necessary if we are to 
improve the way we do business. 
As we anticipate the first phase 
of a series of moves in the coming 
months, let us focus on the opportu­
nities and accept the challenges with 
good humor and camaraderie. We 
must work together to adjust to the 
changes, and remember the goal we 
all share. 
I am confident 
that you will 
quickly adjust to 
the changes -- in 
routine, in travel, 
in environment, 
and in the organi­
zation itself --
and feel quite 
comfortable in 
your new work 
space. 
PROFILE 7 







employees moving to Freedom /;, Commerce Centre will find that 
the physical security measures being 
planned for their protection are 
considerably different from what has 
been routine for many years at the 
Riverside complex. 
Greater Emphasis On 
Personal Safety 
"Times are changing," says 
Charles A. Hammaker, Jr., Corporate 
Director of Security and Asset 
Protection. "We cannot just assume 
that nothing bad will happen to us, 
and put off taking precautions until it 
is too late. 
"In view of incidents and events 
occurring in the Baymeadows area, 
we are convinced that we need to put 
these measures in place now to 
protect employees and their property 
as well as corporate assets." 
The most obvious change 
planned for the complex is the 
stricter control of access -- the 
number of entrances employees can 
use will be limited and an identifica­
tion badge/card reader will be placed 
at each entrance. The exact type of 
access control equipment to be used 
is still being determined. 
Badges Are Mandatory 
Once inside, employees must 
wear their badges. "Some of our em­
ployees have slipped into the habit of 
carrying their badge in their wallet or 
pocketbook, but this practice defeats 
the purpose of wearing badges, 
which is to maintain the safety and 
security of all employees. Visible 
1 O Relocation Special Issue 
display of the badge at all times will 
be required," says Hammaker. 
The new identification badge or 
card will be almost identical to the 
one you now wear except that it will 
contain a magnetic strip on the back 
that activates the access control 
reader. Your photograph and name 
will be on the front of the card. 
Visitors And Handicapped 
Handicapped personnel and all 
visitors must enter either building by 
the front entrance only. The parking 
spaces reserved for visitors or 
handicapped employees are located 
in the front of each building. 
Other Security Devices 
Individuals who enter restricted 
access areas such as telecommunica­
tions, the remote copy center, the 
loading dock bay, and the freight 
elevator will have a personal identifi­
cation number (PIN). They'll have to 
use their secret code to enter those 
restricted areas. 
"We also plan to keep a close eye 
on employees' vehicles through 
the extensive use of closed circuit 
television (CCTV)," says Hammaker. 
"We will monitor that area 24 hours 
a day from a security control center 
within the Collier Building." 
"All entrances to the building 
will be viewable by CCTV as 
well," says Hammaker, "so we will 
be capable of monitoring all activity 
around the two buildings." 
There will be alarms on all 
exterior doors, as well. 
Parking Security 
Because some of the farthest 
parking lanes border on a natural 
area, additional lighting is being 
planned for those areas. In addition, 
emergency telephones will be 
installed in selected areas so that 
employees requiring immediate 
assistance can call for help without 
returning to the building. 
Commitment To Employees 
The measures described will not 
be installed prior to moving into the 
Collier Building because of the long 
lead time required for acquisition of 
the equipment, but employees will be 
provided security in the interim by a 
dedicated security force being hired 
for the FCC complex. 
In addition, security for the 
Riverside complex will be enhanced, 
says Hammaker. "We want to ensure 





By Mike Cascone, executive vice 
president of Private Business 
Operations and Finance 
I 
want to take this opportunity to 
recognize and thank the many 
employees who have been working 
hard on every detail on our relocation 
plans to ensure that the transitions we 
make will be as smooth as possible, 
and that both our short-term goals 
and long-term goals will be met 
One of those goals, of course, is 
to provide consistently high levels of 
service to all our customers. As we 
make the adjustments involved with 
any relocation, we must all be aware 
of this. We cannot achieve our over­
arching goal of cost leadership if we 
are short-sighted -- we must keep 
our customers in mind. 
Our business decisions are 
driven by our need to continually 
improve customer service. We are 
confident that the physical changes 
we will make will allow us to work 
together more efficiently, to perform 
more productively and to achieve our 
goals more readily. 
Consolidating our Jacksonville 
operations into two locations, Free­
dom Commerce Centre and the 
Riverside complex, is one step in a 
long-term process of improving our 
efficiency. 
The relocation positions us for 
tremendous opportunities to achieve 
our business goals. 
That, of course, is of significant 
benefit to you as employees. I 
understand the sense of anticipation 
you feel about the moves; they are 
exciting, but, at the same time, it can 
be somewhat unnerving to disrupt 
your routine to move to a new work 
space. But I am confident that you 
will quickly adjust to the changes -­
in routine, in travel, in environment, 
and in the organization itself -- and 
feel quite comfortable in your new 
work space. 
The fact is that all of us will be 
affected in one way or another, so we 
have to maintain a good perspective 
and see the changes as a sign of 
progress and growth. That's what I 
mean about thinking long-term; we 
must remember that short-term ad­
justments, while challenging in many 
cases, are necessary if we are to 
improve the way we do business. 
As we anticipate the first phase 
of a series of moves in the coming 
months, let us focus on the opportu­
nities and accept the challenges with 
good humor and camaraderie. We 
must work together to adjust to the 
changes, and remember the goal we 
all share. 
I am confident 
that you will 
quickly adjust to 
the changes -- in 
routine, in travel, 
in environment, 
and in the organi­
zation itself -­
and feel quite 
comfortable in 
your new work 
space. 
PROI 
· · · · · · · • · · · · · · · · · · · · · · · · · · · broader, more participative approach. 
'his brings us to the A team approach, in other words --
otion of adhocracy, where the team, too, is very flexible, 
hich, again, is not a forming and reforming with different 
readily understood members as needed to address the 
mcept. It is another 
deal we are moving 
rds as a company -­
that allows us to be 
highly flexible and 
,table. We believe a 
1endous competitive 
1tage can be created 
1y organization that 
ble to quickly adapt 
> market needs, that 
n respond to change 
·ough creative prob­
�m solving, that can 
make decisions in a 
1ely fashion and that 
n rapidly implement 
those decisions. 
cation Special Issue 
particular issues that arise. 
This kind of cultural change can 
be very threatening to some folks; 
just as any change can be. 
However, I can't stress it enough: 
change is constant. This is going to 
be a never-ending process of change 
for our people, and they are going to 
become increasingly involved in the 
business of managing that change for 
the continued success of the com­
pany. But we have a talented and 
dedicated staff on board; I have 
every confidence that we will do 
what it takes to succeed. 
Profile: So you feel confulent our 
future looks pretty bright? 
Flaherty: Well, it is important to 
remember that our competitors can 
also boast of talented, dedicated em­
ployees in pursuit of common goals. 
However, we really do think that 
these changes we've talked about will 
enable us to move a step ahead of the 
competition in product and service 
and thus foster the creation of a more 
successful, growing organization for 
each of us. 
Profile: One final question. You 
mentioned that these relocations are 
a relatively short-term solution to 
space and growth considerations. ls 
there any chance we will be moving 
out of Jacksonville? To Orlando, 
perhaps? 
Flaherty: There are no plans to 
relocate the corporate headquarters to 
Orlando or any other place. The cost 
of doing so would be enormous for 
many reasons. That kind of decision 
could also mean a loss of trained, 
highly qualified staff, and it just isn't 
feasible to consider. 
What we are considering is the 
general notion of centralization 
versus decentralization or, from time 
to time, establishing processing loca­
tions around the state in areas that 
offer an available supply of highly 
qualified employees and good wage 
rates and facilities, taxes and rent 
While the actual size needs to be 
determined by analysis in the 
operating units themselves, I would 
guess that such a processing site 
would employ anywhere from 150 to 
350 employees. We would do this if 
it helped us gain an advantage over 
our competitors. 
As Jacksonville attracts more 
firms, the number of available em­
ployees will lessen and the job 
market may tighten, which would 
drive up operating costs. So we have 
an obligation to look at the entire 
state, not just Jacksonville, for ways 
to lower costs. Other Blue Cross and 
Blue Shield plans have established 
processing centers like this and 
they've proven to be successful. We 
intend to stay as flexible as we can 
when we consider ways to achieve 
our business objectives. That just 
makes good sense. ■ 
Any Way 
You Like It 
�e Freedom Commerce 
/ Centre cafeteria will be open, 
airy and inviting," says Haddon 
Reines, ARA District Manager for 
the Southeast. "And the menu will 
be especially appetizing."  
Reines promises an enticing 
array of edibles designed to please 
even the most persnickety palates. 
In addition to the traditional hot 
food line, grill, sandwich area, self­
service soup and salad bar, Reines 
says ARA has many new features 
planned, including: 
• An international food station with 
a variety of specials daily. 
• Gretel's Bake Station, featuring 
fresh-baked goods that employees 
can enjoy on the premises or order 
to take home. 
• Allegro Pasta Station, with fresh 
pasta and various sauces daily. 
• Leghorns, offering chicken 
prepared the way you like it -- baked, 
barbecued, fried or rotisseried. 
• ltza Pizza, with fresh-made dough 
daily. 
The new cafeteria will be 
located on the first floor of the 
Collier Building. It will occupy 
18,000 square feet of space, includ­
ing the kitchen, serving area and 
seating area for 500 people. 
Vending Areas Galore 
There will also be two full-line 
vending areas, one in Collier and one 
in the Suwanee- building, as well as 
vending areas with hot and cold 
beverages and snacks in the oases 
(breakrooms) on each floor in those 
buildings. 
Pleasing The Client 
Reines is particularly excited 
about the new facilities and the role 
ARA played in its design. "ARA 
Services has an interactive design 
department (in fact, it's the world's 
largest design company) that works 
to make sure the client gets exactly 
The cafeteria will seat 500 people and will be located on the first floor of the Collier Building. 
the kind of environment they want," 
says Reines. 
"In this case, we have worked 
with the design team at Blue Cross 
and Blue Shield of Florida and we're 
convinced this dining facility will be 
the finest in the Southeast. We think 
everyone will be very impressed with 
what we've put together for the 
employees."  
Riverside Renovation 
So what about those employees 
who'll be eating their meals at the 
Riverside complex? 
"Not to fear," says Reines. "The 
menu for the downtown site will be 
upgraded to reflect our new selec­
tions -- as much as the physical space 
permits . This means there can't be an 
on-site pizzeria, for example, but we 
will be offering other new entrees. 
"In addition, a renovation is 
already in progress downtown -­
employees there will see fresh paint, 
fresh tile and fresh wallcoverings 
designed to brighten up the existing 





Details . . .  
Corporate Library 
Current plans call for the Corporate 
Library to be relocated to Freedom 
Commerce Centre. Although the site 
has not yet been finally determined, 
Manager Bill Condon says the library 
hours will be from 8 a.m. to 5 p.m. 
Day Care 
For those parents who will be 
working at Freedom Commerce 
Centre, a partial listing of day care 
facilities in the Baymeadows area is 
available from Compensation and 
Benefits. 
For parents working at the 
Riverside A venue home office com­
plex or in the satellite offices, a com­
plete guide to child care in the 
Jacksonville area is available from 
Day Care Licensing (call 723-2064) 
or Child Care Central (call 630-
3679.) 
To review the material about the 
centers and the services they provide, 
you can stop by the Employee Health 
Center (aka the Corporate Dispen-
1 2  Relocation Special Issue 
sary) on 3C at the Riverside com­
plex during business hours. 
Employee Health Center 
In addition to the dispensary at the 
Riverside complex, there will be a 
dispensary at Freedom Commerce 
Centre. It will be located on the first 
floor of the Collier Building. Regular 
scheduled hours of operation for the 
FCC dispensary are 9 a.m.-noon 
Monday through Friday. 
Parking -- Home Office 
As employees move to Freedom 
Commerce Centre, there will be 
some relief to the current overflow 
conditions in Lot 3. The move will 
also make spaces available in the 
Riverside A venue home office 
reserved lots, including the garage. 
Corporate policy will be fol­
lowed on assigning these spaces to 
employees according to their benefits 
In the beginning there was mud .. .  
eligibility date. Employees returning 
to the home office will be placed on 
the waiting list as they return, with 
long-term employees moving to the 
top of the list 
Employees who are not among 
the first to return to the Riverside 
complex. need not worry that there 
won't be enough parking for them. 
The relocations will take place over a 
period of months; each move will 
open up parking spaces. 
It is quite possible that even 
long-term employees will need to 
park in Lot 3 immediately upon their 
return to the home office, however, 
the Safety and Security department 
will coordinate and assign reserved 
parking as quickly as possible. Do 
not contact Safety and Security 
personally. HRIC will provide S&S 
with lists of employees' names and 
benefits eligibility dates as the moves 
occur; employees will be contacted 
when a parking space has been 
assigned to them. 
Parking -- FCC 
There presently are about 1,500 
spaces at Freedom Commerce 
Centre. As employees relocate, the 
number of spaces required will be 
carefully monitored to determine if 
there are additional parking spaces 
needed. If additional spaces are 
needed, they will be made available. 
Parking there will be open, with 
no assigned spaces, except for the 
special areas close to each entrance 
which will be reserved for handi­
capped individuals and visitors. 
All employee parking at FCC is 
on a first-come, first-serve basis. It is 
free. 
Carpooling is encouraged. 
we do need partitions that are high 
enough to hold the necessary refer­
ence materials. Also, our computer 
systems were not developed with the 
idea of open landscaping in mind. 
We may need to make changes so all 
the reference materials are on the 
computer itself, but that will take 
time. 
So we're actually beginning 
with a modified version of true open 
landscaping, and over time will move 
closer to the ideal, which, again, is 
simply designed to strengthen com­
munication and interaction. If you 
were to state it in aesthetic terms, 
you could think of it as form follow­
ing function -- to achieve open com­
munication with no barriers, we need 
the environment in place that allows 
and encourages that to happen. 
Profile: What are some other 
companies doing to encourage this 
kind of openness? 
Flaherty: Hewlett Packard, 
McDonald's and Milliken and 
Company are just a few of the com­
panies working with this concept 
right now. We benchmarked with 
them and did other research. We are 
continuing to give thoughtful consid­
eration to many new concepts for in­
terior landscape planning -- the way 
the work stations will look, the colors 
that we'll use throughout the facility, 
and the different types of furniture 
and textures and fabrics for each 
floor. 
The working areas that are being 
created have been carefully designed 
to improve operating results. In addi­
tion, they will be pleasant, comfort­
able and conducive to building 
excellent working relationships. I 
think employees will be very happy 
with their work spaces. And that's not 
just applicable to Freedom Com­
merce Centre; the work spaces at 
Riverside will also be renovated. You 
have to remember, though, that these 
changes will be taking place over a 
period of months as different 
departments shift from one site to 
another. It's not going to happen 
overnight 
Profile: What are some of the other 
changes we'll see? 
Flaherty: With market segment 
teams closely aligned to our cus­
tomer base, the employees making 
day-to-day decisions about a market 
segment will have better access to 
one another. For example, we know 
that information flows or moves 
more easily and effectively across 
departmental lines in an open office 
environment. We also realize that 
problem solving, new ideas and 
teamwork are enhanced when every­
one has an opportunity to interact on 
an hour-by-hour basis with others 
who offer valuable perspectives. 
This brings us to the notion of 
"adhocracy," which, again, is not a 
readily understood concept. It is 
another ideal we are moving towards 
as a company -- one that allows us to 
be highly adaptable and flexible. We 
believe a tremendous competitive ad­
vantage can be created for any or­
ganization that is able to quickly 
adapt to market needs, that can 
respond to change through creative 
problem solving, that can make deci­
sions in a timely fashion and that can 
rapidly implement those decisions. 
So adhocracy as a concept 
replaces formal structure -- instead of 
a hierarchical approach to doing 
business, we are moving toward a 
What we will have i 
place is actually a 
little different from 
true open landscap­
ing, which literally 
means there are no 
walls, no partitions , 
visual barriers to 
block openne� and 
interaction. We're 
beginning with a 
modified version of 
open landscaping 
and, over time, will 
move closer to the 
ideal. 
PRO: 
rket Segment Team 
gnment has a direct 
,earing on organiza­
tional effectiveness. 
,e basic idea of mar-
�et segment teams -­
ch also had its roots 
the early 1980s -- is 
that key employees 
n various functional 
areas who deal with 
rticular major mar­
kets are involved in 
business decisions 
lated to that market 
segment. 
ocalion Special Issue 
fairly unpredictable: it's still not a 
good time to build a large, custom 
facility necessary to provide for 
tomorrow's growth. 
We came up with a good interim 
solution through our negotiations 
with Koger Properties for Freedom 
Commerce Centre. If we wish to, we 
can add space at that location, which 
would serve us for the next four to 
five years. With Freedom Com­
merce Centre, we have one basic lo­
cation for Private Business that will 
increase effectiveness and efficiency 
and yet still give us the flexibility of 
a short-term lease and a good price. 
Government Programs, too, will 
benefit -- by being in a single loca­
tion. 
We expect to have a long-range 
facilities plan some time next year to 
address our anticipated needs beyond 
four or five years. 
Profile: What were some of the 
other factors considered? 
that concept has been proven, espe­
cially in the area of enhancing coordi­
nation. 
The move to Freedom Commerce 
Centre will enable us to take the next 
logical step -- bringing the people in­
volved in the day-to-day operations 
of each market segment closer 
together. 
Profile: Can you elaborate? What 
does this mean for the average 
employee? 
Flaherty: I think it provides an 
opportunity for greater coordination 
at all levels, for decision making and 
problem solving to be managed at the 
lowest appropriate levels and for 
vastly improved communications 
across organizational and departmen­
tal lines. For the first time, we will 
have people from different functional 
areas in close proximity -- often on 
the same floor -- involved in support­
ing a particular market segment. 
Flaherty: There were many. Feed- Profile: Speaking of close proximity 
back from all levels of the organiza- -- what about open landscaping in 
tion was taken into account as the new facility, which you men-
employees expressed their thoughts tioned earlier. We've heard conflict-
on ways we could strengthen the ing reports of what that means and 
company. A consistent theme was or- whether or not that's what we will 
ganizational effectiveness and how 
we could position the company to 
meet the challenges of an increas­
ingly competitive marketplace. 
Market Segment Team align­
ment has a direct bearing on organ­
izational effectiveness. The basic 
idea of market segment teams -­
which also had its roots in the early 
1980s -- is that key employees from 
various functional areas who deal 
with particular major markets are in­
volved in business decisions related 
to that market segment. The value of 
have in place at Freedom Commerce 
Centre. 
Flaherty: What we will have in place 
is actually a little different from true 
open landscaping, which literally 
means there are no walls, no parti­
tions or visual barriers to block 
openness and interaction. 
What we will have is what 
managers have told us they want -­
for a variety of reasons. We would 
like to have low partitions, but many 
employees use shelf space for 
manuals and reference materials, so 
Shuttle Service 
Contrary to popular opinion, there 
will be no before or after work 
shuttle bus service between Freedom 
Commerce Centre and Riverside 
A venue -- and all-day parking will 
not be available at Riverside A venue 
for employees who work at FCC. 
This is to clarify any misunderstand­
ings employees may have about daily 
shuttle service. 
An FCC shuttle is planned, 
though, to serve the needs of those 
employees who work at one site but 
occasionally have to travel to the 
other site during the day for meetings 
and conferences. Current plans call 
for a leased, contractor-operated van 
service that will run each way on 
approximately an hourly basis 
throughout normal business hours. 
The exact operating schedule will be 
adjusted as needs become clear. 
B:jl I� 
But soon the walls were going up ... 
Smoking 
Current company policy allows 
employees who smoke to do so only 
in designated areas. At the Riverside 
complex, there are several designated 
smoking area: 
The restricted smoking policy 
holds true for FCC, where there will 
be a covered area set up at the 
outside rear of each building for 
those who choose to smoke. 
For the health and productivity 
of all employees, no smoking will be 
allowed inside any of the buildings. 
Telephones 
The telephone system installed at 
FCC is an AT&T System 85 PBX. It 
is a state-of-the-art system, compat­
ible both with the System 75s now in 
place at all of the larger field of fices 
and with the System 85 that was 
installed for Medicare B. 
Some of the new telephone 
system's features are: 
• Integrated Automatic Call 
Distribution (ACD). This eliminates 
the need for Customer Service De­
partments to have both a regular tele­
phone and a customer service 
telephone. 
• Distinctive ringing. This kind of 
ringing allows you to distinguish 
between internal and external calls. 
• Send all calls. Like "call forward," 
send all calls provides additional 
phone numbers to "search" for if a 
line is busy or no one answers. 
In addition to these features, the 
System offers call pickup, last­
number redial and automatic call 
back. 
Look for more details about 
the relocation to Freedom 
Commerce Centre in the 
next issue of PROFILE ... 
-� 




First Performance Bank 
8730 Baymeadows Road 
733-88 1 1  
NCNB National Bank 
9225 Baymeadows Road 
731 -4600 
BANKS 
Southeast Bank NA 
8307 Southside Blvd. 
642-0131  
American Federal Savings Bank 
8730 Baymeadows Road 
361-5030 
Sun Bank/North Florida NA 
9250 Baymeadows Road 
731 -5307 
American National Bank or Florida 




9171  Baymeadows Road 
448-6787 
First Federal or Jacksonville 
9700 Baymeadows Road 
642- 1370 
Baywood Cafe 
The First National Bank or Boston 
7301 Baymeadows Way 
9428 Baymeadows Road 
636-0642 
28 1 -0249 
First Trust Savings Bank FSB 
Lending Headquarters 
Bennlgan's 
8532 Baymeadows Road 
731-3075 
4241 Baymeadows Road 
733-6006 
Boardwalk Cafe 
8667 Baypine Road 
448-6455 
First Union National Bank of Florida 
8715 Baymeadows Road 
Bombay Bicycle Club 
8909 Baymeadows Road 
737-9555 
739-2191 
Who's Going Where When 
Subject to change 
Collier 
First floor: 
Employee Health Center 
Security 
Telecommunications (select group) 
Employee Relations (select group) 
Mail Operations 
Compensation and Benefits (select group) 
proposed move date: October 12 
Cafeteria 
proposed operational date mid-November 
Second and third floors: 
National Corporate Malket Segment Team 
scheduled move date: October 12 
Fourth floor: 
Executive Staff 
proposed move date to be determined 
Finance 
target move date: April 1991 
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Cedar River Seafood and Oyster Bar 
8634 Baymeadows Road 
730-2077 
Mikado Japanese Steak House 
8535 Baymeadows Road 
730-3025 
Deerwood Deli & Restaurant 
9934 Old Baymeadows Road 
941 -4877 
Domino's Pizza 
9802 Baymeadows Road 
642-5 190 
El  Pollo Loco 
8355 Baymeadows Road 
733-6766 
Fin's Seafood Eatery 
5210 Baymeadows Road 
733-4546 
Magic Wok Chinese Restaurant 
8725 S. Old Kings Road 
At Baymeadows Rd. Just W. of US 1 
In Briarwood Shopping Center 
733-7533 
Legal Tender 
991 1 Baymeadows Road 
642- 1335 
Margo's Restaurant 
3931 Baymeadows Road 
737-3694 
Glory Days Sports Pub 
8535 Baymeadows Road 
730-3297 
Gubbio's Italian Restaurant 
5 1 1 1  Baymeadows Road 
731-9900 
Hardee 's Restaurant 
9210 Baymeadows Road 
737-3252 
Hunan Chinese Restaurant 
2045 Bayview Road 
387-2445 
J.R.'s Deli Inc. 
955 1  Baymeadows Road 
737-0732 
Jonathan's Market Grille 
955 1 Baymeadows Road 
730-2804 
Kentucky Fried Ch_icken 
8761 Baymeadows Road 
737-9724 
Kobe Japanese Restaurant 
Shoppes of Baymeadows 
5250 Baymeadows Road 
731 -2668 
The Krystal Company 
8190 W. Baymeadows Way 
731 -2988 
Larry's Giant Subs 
8616 Baymeadows Road 
739-2498 
That growth is what required us 
to look at several options for provid­
ing facilities for the future -- both 
near term and long term. In provid­
ing facilities, we have to balance 
long-term obligations against the 
ability to predict the future -- both in 
terms of how many customers we're 
going to have and the types of 
products we will need. Both of those 
will influence the number of employ­
ees and the types of facilities we 
need. 
While planning for the ideal 
facility, we discovered that imple­
menting a strategic plan creating a 
new office complex would take five 
to seven years. We decided, there­
fore, that we had to have an interim 
plan covering the next three to five 
years or so, during which time 
progress towards implementing a 
strategic plan could be made. 
Profile: So the discussion about 
relocation actually goes back to the 
early '80s? 
Flaherty: Well, that's when we 
began to rapidly expand our HMO 
and PPO programs and other efforts 
that we now call "managed care." We 
added staff to handle the develop­
ment of those major initiatives with­
out being able to pinpoint longer­
term staffing needs, as we did not 
know then what the ongoing opera­
tions would require, nor did we know 
which products or what kind of sales 
volumes we would have. 
At that time, we realized we 
would need more space than this 
building provides. We explored the 
notion of a campus-like setting for 
our business -- one location for the 
whole company -- which would 
involve moving out of the Riverside 
complex completely. 
It was at that juncture that we 
began to look at the amount of time 
it would take us to build what we 
need. We began to consider a 
number of choices, but we were 
restricted by the uncertainty of our 
long-term staffing needs. We later 
became aware that if we chose to 
relocate everyone into a single office 
complex, the regulatory approvals 
might require five to seven years for 
the building to be completed. There­
fore, we made a conscious decision 
through the 1980s to use only short­
term leases to accommodate our 
facility needs. 
Another factor with a significant 
impact is that we experienced a 
larger growth than expected in the 
number of Medicare claims and 
therefore in the staffing of that area 
Finally, the uncertainty sur­
rounding Medicare funding due to 
the federal budget deficit -- and the 
government practice of relying on 
one- to two- year contracts -­
discouraged major long-term 
investments. 
Profile: And now we've reached 
maximum capacity? 
Flaherty: Yes, absolutely. We need 
more space -- both for Private Busi­
ness and Government Programs. We 
have been exceeding the capacity of 
this building for a number of years 
and have been leasing several other 
buildings on a short-term basis. 
The catalyst for the need for a 
larger facility is that those separate 
facilities interfere with the communi­
cations and coordination that a 
highly effective organization needs. 
However, the economy in general, 
real estate in particular and even our 
own industry -- both Government 
Programs and private insurance -- is 
The catalyst for the 
need for a larger 
facility is that those 
separate facilities 
interfere with the 
communications and 
coordination a highly 
effective organization 
needs. However, the 
economy in general, 
real estate in particul: 
and even our own 
industry -- both Gov­
ernment Programs a11 
private insurance -- is 
fairly unpredictable: 
it's still not a good tin 
to build a large, custo 
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1y it is a 
�nsible Solution 
>file: Employees understandably have questions about the move and what it means. 
an you share with us the thinking behind the decision to relocate Private Business to Free­
imerce Centre and Medicare to the Riverside complex? 
: Obviously, when any company decides to relocate any of its employees, the transition gives 
estions, concerns and uncertainties. In our case, particularly, there are plenty of questions. Not 
we moving employees from one site to another, we also are taldng advantage of this period of 
t to introduce a number of new concepts that may not be readily accepted or even understood by 
ks. I'm referring to concepts like "market segment team," "open landscaping," and "adhocracy. " 
Jeople understand what these concepts mean is absolutely necessary, just as it is absolutely 
1 that we all accept the fact that we have experienced tremendous growth in our staff size since 
1980s . 
. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . ,. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  . 




Local Market Segment Team 
Scheduled move date: November 21 
Second floor: 
Local Market Segment Team 
Scheduled move date: November 21 
Third floor: 
Direct Market Segment Team 
scheduled move date: December 28 
Actuarial and Underwriting 
Product Development 
Cashiers 
proposed move date : January-February 1991 
Fourth floor: 
Direct Market Segment Team 
scheduled move date : December 28 
Lee's Famous Recipe Country Chicken 
9974 Old Baymeadows Road 
641-0500 
Little Caesar's Pizza 
5230 Baymeadows Road 
739- 1066 
McDonald's 
5201 Baymeadows Road 
739- 1 1 19 
Mediterrania Restaurant 
3877 Baymeadows Road 
731 -2898 
Pagoda Chinese Restaurant 
8617 Baymeadows Road 
731 -0880 
Pizza Hut 
8490 Baymeadows Road 
731-8 1 25 
Time Out Sports Grille 
8650 Baymeadows Road 
737- 1 167 
Tory's Cafe 
9842 Baymeadows Road 
641 -4890 
Venny's Italian Restaurant 
9862 Old Baymeadows Road 
642- 1 1 61 
Vito's Pizza & Italian Restaurant 
3825 Baymeadows Road 
737-9236 
Yoshi Japanese Restaurant 
9866-8 Baymeadows Road 
642-3978 
CHQ,P CARE CENTERS 
ALC Learning Center 
Near Southpoint & Baymeadows 
327 1 Tiger Hole Road 
733-3070 




Chappell Child Development Center 
8400 Baycenter Road 
739-1279 
Kinder Care Learning Center 
8401 Baymeadows Way 
730-91 8 1  
HEALTH CARE FACII ,JTIES 
Baymeadows Recreational Community 
-Racquet Club 
7915 E. Baymeadows Circle 
739- 1013  or 731 -0707 
Bigtree Racquet and Fitness Club 
10415 San Jose Blvd., Mandarin 
268-213 1  
Jewish Community Alliance 
8505 San Jose Blvd. 
730-2100 
Power Source Gym, Inc. 
10503 San Jose Blvd., Mandarin 
262- 1090 
Racquetpower Health & Fitness Club 
of Mandarin 
3390 Kori Road 
268-8888 
YMCA - Jessie Ball du Pont Branch 
7373 S. Old Kings Road 
731 -2006 
The above listing of shops and services 
in the Baymeadows area does not imp ly 
endorsement of any of these establish­
ments. It is provided for your information 
only. 
Quincy's Family Steak House 
9220 Baymeadows Road 
731 -2044 .Jackson Buildine 
Red Lobster 
8720 Baymeadows Road 
73 1 -3600 
Rib Shack 
3861 Baymeadows Road 
Corner of Baymeadows and San Jose 
731 -4444 
Sports Tele-Pizza 
Delivery Pizza Wings Beer & Wine 
8612 Baymeadows Road 
636-9000 






HRD (select group) 
PROFILE 15 
CONTENTS: 
3 An interview with President Wi l l iam E. Flaherty 
7 M ike Cascone offers a customer service perspective 
8 B lue prints and artists' renderings 
1 0  Safety and Security arrangements 
1 1  ARA designs a palate-pleasing menu 
12 Last-m inute detai ls and clarification of services 
1 4, 1 5  Who's moving where when • Area amenit ies ...__ __ ___y 
On The Cover : How do you draw a move? We asked local designer 
Cl int Burbridge to produce a clean, elegant look for the cover of this special issue 
of Profile. The result : a simple, sophisticated design that sums up all the elements 
involved in our upcoming relocation -- plans, concepts, transformation and 
progress . . .  
Our thanks to all the contributors who made this special issue possible. 
A R L ING TON 
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